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Tujuan penelitian ini (1) untuk menganalisis bukti fisik berpengaruh 
terhadap kepuasan nasabah BPR Syariah di Surakarta.(2) Untuk menganalisis 
kehandalan berpengaruh terhadap kepuasan nasabah BPR Syariah di Surakarta. 
(3) Untuk menganalisis daya tanggap berpengaruh terhadap kepuasan nasabah 
pada BPR Syariah di Surakarta. (4) Untuk menganalisis jaminan berpengaruh 
terhadap kepuasan nasabah pada BPR Syariah di Surakarta.(5) Untuk 
menganalisis empati berpengaruh terhadap kepuasan nasabah pada BPR Syariah 
di Surakarta.Populasi penelitian ini adalah Nasabah BPR Syariah di Surakarta dan 
sampel yang digunakan sebanyak 100 responden. Pengambilan sampel dilakukan 
dengan cara menggunakan metode Convenience sampling dimana teknik 
penentuan sampel dengan secara acak Nasabah BPR Syariah di Surakarta.Alat 
analisis dalam penelitian ini menggunakan regresi linear berganda. Berdasarkan 
hasil diketahui bahwa Tangible berpengaruh signifikan terhadap kepuasan 
nasabah, Responsive berpengaruh signifikan terhadap kepuasan nasabah, 
Realibility berpengaruh signifikan terhadap kepuasan nasabah, Assurance 
berpengaruh signifikan terhadap kepuasan nasabah dan Empathy berpengaruh 
signifikan terhadap kepuasan nasabah. Kualitas Pelayanan yang meliputi 
Tangible, Responsive, Realibility, Assurance dan Empathy secara bersama-sama 
berpengaruh terhadap kepuasan nasabah pada BPR Syariah di Surakarta. 
Kebaharuan dalam penelitian ini bahwa reability mempunyai pengaruh yang 
paling besar disbanding tangible, responsive, assurance dan empati. 
 

























The purpose of this study (1) to analyze physical evidence affects the satisfaction 
of Sharia Rural Bank customers in Surakarta. (2) To analyze reliability affects 
customer satisfaction of BPR Syariah in Surakarta. (3) To analyze the 
responsiveness of influencing customer satisfaction on the BPR Syariah in 
Surakarta. (4) To analyze collateral influences customer satisfaction with Sharia 
Rural Banks in Surakarta. (5) To analyze empathy, the effect on customer 
satisfaction on Sharia Rural Banks in Surakarta. The population of this study is 
the BPR Syariah customers in Surakarta and the sample used is 100 respondents. 
Sampling is done by using the Convenience sampling method wherein the 
sampling technique is randomly selected by BPR Syariah customers in Surakarta. 
The analytical tool in this study uses multiple linear regression. Based on the 
results it is known that Tangible has a significant effect on customer satisfaction, 
Responsive has a significant effect on customer satisfaction, reliability has a 
significant effect on customer satisfaction, Assurance has a significant effect on 
customer satisfaction and Empathy has a significant effect on customer 
satisfaction. Service Quality which includes Tangible, Responsive, Reliability, 
Assurance and Empathy jointly influences customer satisfaction at Sharia Rural 
Banks in Surakarta. The novelty in this study is that reliability has the most 
influence compared to tangible, responsive, assurance and empathy. 
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